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"Providing  our  customers  with 
the  highest  level  of  quality  and 
service  in  all  aspects  of  USPTO 
operations  continues  to  be  one 
of  the  top  priorities  of  the  U.S. 
Patent  and  Trademark  Office." 
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Acting  Undersecretary  of  Commerce  for 
Intellectual  Property  and  Director  of  the 
United  States  Patent  and  Trademark  Office 
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Providing  our  customers  with  the 
highest  level  of  quality  and 
service  in  all  aspects  of  USPTO 
operations  continues  to  be  one  of 
the  top  priorities  of  the  United  States 
Patent  and  Trademark  Office.  As  you 
know,  we  remain  committed  to 
enhancing  the  quality  of  patents  and 
trademarks,  and  improving  the 
timelines  of  product  and  service 
delivery.  For  the  fifth  time,  we  are 
publishing  our  Customer  Satisfaction 
Report,  which  outlines  our  standards, 
provides  results  from  our  customer 
satisfaction  surveys,  and  highlights 
initiatives  we  have  developed  and 
implemented  during  the  past  year  to 
improve  the  quality  of  our  products 
and  services.  It  is  important  to  note 
that  many  of  these  initiatives  resulted 
from  customer  input. 

For  the  Office  of  Patents,  the  results  of 
the  Customer  Survey  were  quite 
encouraging.   Overall  satisfaction  in 
Patents  improved  by  seven  percent- 
age points  from  57%  to  64%  during 
the  past  year.    Favorable  responses 
to  21  of  27  comparable  items  on  the 
survey  increased  from  1999  to  2000. 
There  were  no  statistically  significant 
declines.    "Widely  disseminating 
information  on  changes  in  practices" 
increased  in  satisfaction  by  10%  while 
"directing  you  promptly  to  the  proper 
office  or  person"  increased  by  6%. 
Complete  details  of  the  Patent  Cus- 
tomer Survey  results  can  be  found  in 
this  report  beginning  on  page  22. 

Patents  continued  to  be  active  in 
customer  outreach  activities  in  2000. 
Numerous  partnership  meetings, 
technology  fairs,  and  focus  groups 
were  held  throughout  the  year.  Also, 
to  address  patent  issues,  the  Patent 
Public  Advisory  Committee  (P-PAC) 
was  formed  in  2000.  The  P-PAC 


includes  members  from  small  entre- 
preneurial businesses,  independent 
inventors,  and  universities  to  large 
U.S.-based  corporations  in  a  wide 
range  of  technical  fields  including: 
biotechnology,  Internet  technology, 
and  consumer  products.  The  P-PAC  is 
a  resource  for  the  USPTO  during 
challenging  times  of  rapid  techno- 
logical advances  impacting  intellec- 
tual property  protection. 

For  the  Office  of  Trademarks,  overall 
satisfaction  remains  above  60%  (at 
65%  satisfied),  and  overall  dissatisfac- 
tion with  overall  services  remains  low, 
at  14%.  Satisfaction  with  document 
accuracy  (with  the  exception  of  filing 
receipts)  remains  strong,  and  several 
aspects  of  customer  service  and 
examination  quality  show  high  satis- 
faction ratings.  While  several  areas 
remain  strong  in  2000,  the  results 
indicate  some  declining  satisfaction 
levels  from  1999  to  2000  generally 
relating  to  timeliness  issues.   Initiatives 
to  improve  the  timely  delivery  of  our 
Trademark  products  and  services  are 
currently  being  developed  and 
implemented. 

To  address  further  ways  to  improve 
trademark  operations,  the  Trademark 
Public  Advisory  Committee  (T-PAC) 
was  formed  in  FY  2000.  The  recently 
appointed  Trademark  Public  Advisory 
Committee  (T-PAC)  members  were 
sworn  in  by  Under  Secretary  Q.  Todd 
Dickinson.  As  required  under  the 
legislation  establishing  the  T-PAC, 
members  were  chosen  "to  represent 
the  interests  of  diverse  users  of  the 
USPTO"  regarding  Trademarks.  The 
Committee  includes  members  who 
represent  small  and  large  entity 
applicants  located  in  the  United 
States. 


Also  in  Patents  and  Trademarks,  customers  are 
able  to  complete  and  file  applications  electroni- 
cally. Trademark  applications  can  be  filed 
through  the  Trademark  Electronic  Application 
System  (e-TEAS),  and  patent  applications  can 
be  filed  through  the  Electronic  Filing  System  (EFS). 
The  e-TEAS  has  generated  an  increasing  level  of 
filings  in  its  first  two  years  of  operation,  receiving 
more  than  64800  filings;  including  74,900  classes 
for  registration.  In  its  second  year  of  operation, 
application  filings  doubled  to  more  than  44,100 
from  the  20,600  applications  that  were  filed 
electronically  in  FY  1999. 

More  broadly,  the  Office  of  Quality  Manage- 
ment, in  conjunction  with  the  USPTO  Quality 
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Council,  led  an  organization-wide  self-assess- 
ment using  the  Baldrige  National  Quality  Pro- 
gram criteria  as  a  template.  This  tool  serves  as  a 
valuable  framework  for  reviewing  and  measur- 
ing USPTO  organizational  performance.  In  this 
year's  session,  the  Baldrige  team  concluded  that 
there  was  substantial  improvement  in  customer 
focus  throughout  the  organization.    Findings 
from  this  self-assessment  included  USPTO 
strengths  and  opportunities  for  improvement. 
The  results  of  this  self-assessment,  coupled  with 
your  input  will  guide  the  USPTO  in  its  journey 
toward  performance  excellence. 

Also  in  FY  2000,  a  Quality  Performance 
Homepage  was  added  to  the  USPTO  web  site. 
The  Quality  Performance  Homepage  was  cre- 
ated to  provide  performance  information  and 
to  serve  as  a  feedback  mechanism  for  both  our 
customers  and  employees. 


During  the  coming  year  we  will  continue  to  strive 
to  provide  our  customers  the  highest  level  of 
quality  products  and  services.  The  purpose  of 
this  report  is  to  continue  communicating  with  you 
on  our  service  delivery  issues.     Therefore,  we 
welcome  your  comments.  You  may  contact  us 
at: 

United  States  Patent  and  Trademark  Office 
Center  for  Quality  Services,  PK1  -  812 
201 1  Crystal  Drive 
Washington,  DC  20232 
Telephone:   703-305-4217 
Fax:   703-305-8002 


7UJvf-&&i> 


^!?.<S 


"*£%** 


-9m/ 


"><**.„ 


Nicholas  P.  Godici 

Acting  Under  Secretary  of  Commerce  for 
Intellectual  Property  and  Acting  Director  of  the 
United  States  Patent  and  Trademark  Office 
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uality  is  alive  at  the  USPTO! 
In  the  fall  of  2000,  the  Office 
of  Quality  Management 
(OQMYperformed  a  second  organiza 
tional-wide  self-assessment  using  the 
Baldrige  National  Quality  Program 


criteria  as  a  template. 

Background 


The  mission  of  OQM  is  to  guide  the 
USPTO  toward  performance  excel- 
lence. One  tool  that  OQM  uses  to 
accomplish  this  mission  is  the  Baldrige 
criteria.  The  Baldrige  awards  and 
criteria  have  established  a  standard 
for  performance  excellence.  The 
criterion  provides  a  valuable  frame- 
work to  help  assess  and  measun 
performance  on  a  wide  variety  of 
performance  indicators  and  sets  a 
foundation  of  core  values  and  con- 
cepts. These  core  values  are  embod- 
ied in  seven  categories  which  are 
sub-divided  into  19  items  and  the 
evaluation  is  based  on  three  dimen- 
sions: 1)  Approach,  2)  Deployment, 
and  3)  Results.  This  criteria  was  used  in 
performing  the  organizational  self- 
assessments  both  in  1 999  and  2000. 
This  mechanism  has  proven 
to  be  a  valuable  framework 
in  reviewing  and  measuring 

the  USPTO  organizational 

performance. 

2000  Assessment 

In  January  2001,  seven- 
teen individuals  from  the 
OQM,  the  Quality  Council 
and  other  USPTO  business 
units  participated  in 
conducting  the  second 
USPTO  organizational 
self-assessment.  The 
participants  met  for 
four  days  and  were 
divided  into  three  teams 


where  they  collectively  discussed 
each  of  the  Baldrige  criteria  (i.e. 
Leadership,  Strategic  Planning,  Cus- 
tomer and  Market  Focus,  Information 
and  Analysis,  Human  Resources, 
Process  Management,  and  Business 
Results).  After  extensive  discussion 
each  team  identified  several  areas  in 
which  the  USPTO  had  particular 
strengths  and  other  areas  where  there 
were  opportunities  for  improvement. 


1999  Assessment 

As  we  reflect  back  to  the  1 999  assess- 
ment and  the  "Vital  Few"  opportuni- 
ties for  improvement  that  were  identi 
tied,  we  note  key  areas  of  progress 

1  llii  1  P^n 

1 .  Institutionalizing  the  overall 

USPTO  strategic  planning  process. 
■The  USPTO  strategic  framework  was 
developed,  and  deployment  has 
begun.  -The  Patent  strategic  plan  for 
2001-2006  is  complete 


0- 


2.  Develop  an  integrated  cus- 
tomer complaint  process.   'Research 
for  this  process  is  complete.  -Pilots 
have  begun  in  Technology  Centers 
1 700  (Chemical  and  Materials  Engi- 
neering) and  3700  (Mechanical 
Engineering,  Manufacturing,  &  Prod- 
ucts). 

I  uA/v  y  v 

3.  Integrate  the  broad  variety  of 
measurement  data.   Balanced 
scorecards  are  now  in  place  for  all 
major  organizations.  Senior  executives 
use  the  scorecards  to  monitor  perfor- 
mance.   They  are  also  shared  with  all 
employees  and  customers  via  the 
Quality  Home  page. 


4.         Develop  a  comprehensive 
feedback  and  action  planning  pro- 
cess for  employee  survey  results.  The 
Quality  Council  utilized  1998/99  survey 
results  to  develop  Day  1  and  Day  2 


initiatives.'      The  2000  employee  process  in- 
cluded a  systematic  process  for  rolling  out  survey 
data  -  manager  training,  and  a  process  for 
understanding  linkages  between  employee 
satisfaction,  customer  satisfaction  and  business 
results. 

Overall,  there  has  been  substantial  improvement 
in  customer  focus  throughout  the  organization, 
and  the  USPTO  is  at  the  beginning  stages  of  a 


systematic  approach  to  strategic  planning.  It  is 
also  evident  that  substantial  progress  has  been 
made  in  enhancing  the  quality  of  work  life  for  all 
employees  and  that  the  use  of  balanced 
scorecards  has  provided  a  strong  foundation  for 
measurement  and  analysis  of  performance.  Work 
will  continue  this  year  on  implementing  improve- 
ments involving  both  the  1999  and  2000  "Vital 
Few"  as  the  USPTO  continues  our  journey  toward 
performance  excellence. 


Baldrige  Helps  Establish  Framework  for  Performance  Excellence 


Examples  of  Strengths: 


Leadership:  Use  of  the  balanced  scorecard 
approach  for  performance  measurement. 

Strategic  Planning:  Guidelines  were  developed 
and  are  being  used  by  the  major  business  units. 

Customer  and  Market  Focus:  A  wide  variety  of 
mechanisms  are  used  to  determine  customer 
needs. 

Information  and  Analysis:  Use  of  an  extensive 
bank  of  data  collection  tools  to  regularly  collect 
objective  data  about  operational  production. 

Human  Resources :  A  clearly  defined  career 
progression  path  has  been  defined  for  Patent 
examiners  and  Trademark  examining  attorneys. 

Process  Management:  Use  of  several  mecha- 
nisms to  get  customer  input  on  needs  and  ex- 
pectations for  product,  service  and  process 
changes. 


Business  Results  Patent  and  Trademark  overall 
customer  satisfaction  scores  are  over  60%  and 
certain  key  drivers  have  moderately  high  levels 
of  satisfaction.  Also  there  are  high  levels  of 
employee  satisfaction  with  the  quality  of  work  life 
initiatives,  trust  in  immediate  supervisors,  cus- 
tomer focus  issues,  and  pride  in  work  issues. 

The  team  also  identified  numerous  opportunities 
for  improvement.  The  "vital  few",  or  highest 
priority  areas  are: 

■  USPTO  performs  a  limited  comprehensive 
analysis  of  performance  data. 

■  USPTO  does  not  have  a  systematic  com- 
plaint handling  and  problem  resolution 
process  in  place 

■  There  is  limited  linkage  between  USPTO 
strategic  and  operational  goals  and  individual 
performance  goals. 

■  USPTO  does  not  have  a  systematic  pro- 
cess in  place  to  identify  individual  training  needs 
or  to  evaluate  training  effectiveness. 
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Since  our  first  customer  service 
standards  were  published  in 
1 994,  we  have  validated  these 
standards  using  customer  satisfaction 
surveys  in  1995,  1996,  1998,  1999,  and 
2000,  We  continue  to  review  and 
update  the  standards  to  help  ensure 
that  changing  customers  needs  and 
expectations  coincide. 

Our  current  standards  are: 
USPTO-Wide  Standards 

V  We  will  ensure  that  our  written 
communications  clearly  set  forth  the 
technical  procedural  and  legal 
position  of  patent  examiners  and 
trademark  examining  attorneys. 

V  We  will  treat  you  with  courtesy 
each  time  you  contact  us  and,  where 
applicable,  we  will  direct  you 
promptly  to  the  proper  office  or 
person. 

V  We  will  widely  disseminate 
information  about  changes  in  prac- 
tice and  procedures  to  ensure  that 
both  you  and  the  USPTO  employees 
know  about  changes  prior  to  their 
effective  date. 

V  We  will  ensure  calls  to  unavail- 
able  employees 

are  returned 
by  the  next 
day  or,  if 
you  re- 
quest, an 
alternate 
point  of 
contact 
will  be 
provided. 
V      We 
will 

respond 
to  your  status  letters 
within  30  days  from  the  date  received 
in  the  USPTO. 


Patent  Standards 

V  We  will  deliver  fax  transmissions 
of  properly  addressed  papers  marked 
"Informal"  or  "Draft"  to  examiners 
within  one  business  day  of  receipt. 

V  We  will  match  properly  ad- 
dressed fax  transmissions  of  Formal 
Amendments  with  the  file  and  deliver 
to  the  examiner  within  three  business 
days  of  receipt. 

V  We  will  mail  accurate  filing 
notices  for  complete,  standard  appli- 
cations. 

V  We  will  mail  filing  notices  for 
complete,  standard  applications 
within  30  days  of  receipt  of  applica- 
tion. 

V  We  will  conduct  a  thorough 
search  during  the  patent  examination 
process  of  relevant  U.S.  patents, 
foreign  patent  literature  and  non- 
patent literature  contained  in  USPTO 
search  files,  and  where  appropriate,  a 
reasonable  search  of  other  non- 
patent literature. 

V  We  will  respond  within  30  days 
to  papers  filed  after  the  examiner 
allows  the  application  and  up  to  time 
of  receipt  of  issue  fee  payment. 

V  We  will  provide  first  actions 
within  14  months  of  filing. 

V  We  will  respond  to  amend- 
ments within  four  months  of  receipt. 

V  We  will  mail  patent  grants 
within  four  months  of  issue  fee  pay- 
ment. 

V  We  will  provide  patent  grants 
within  36  months  of  filing. 


Customer       Service       Standards 


Trademark  Standards 

V  We  will  provide  a  first  action  regarding 
registrability  within  3  months  of  filing. 

V  We  will  provide  a  final  determination 
regarding  registrability  within  13  months  of  filing. 

V  We  will  mail  the  applicant's  return  post- 
card within  3  days  of  filing. 

V  We  will  mail  notices  published  by  the 
USPTO  within  established  times: 

Filing  Receipts  - 

14  days  (after  receipt  of  application  in  the 

USPTO) 

Notices  of  Publication  - 

30  days  (after  file  is  approved  for  publication) 

Certificates  of  Registration  - 

7  days  (after  date  of  registration) 

Notices  of  Abandonment  - 

45  days  (after  date  of  abandonment) 

V  We  will  respond  to  correspondence 
received  from  the  applicant  within  established 
times: 

Law  Offices: 

Response  to  Amendments  - 

35  days  from  mailroom  receipt  date 

Intent  to  use: 

Request  to  Divide  - 

30  days  from  mailroom  receipt  date 

Statement  of  Use  - 

30  days  from  mailroom  receipt  date 

Extension  Requests  - 

30  days  from  mailroom  receipt  date 


Post  Registration: 

Section  7  Requests  - 

30  days  from  mail  room  receipt  date 

Section  8  Requests  - 

30  days  from  mail  room  receipt  date 

Section  9  Requests  - 

30  days  from  mail  room  receipt  date 

V  We  will  issue  USPTO  products  (Filing  Re- 
ceipts, Notices  of  Allowance,  Official  Gazette. 
Certificates  of  Registration,  Notices  of  Abandon- 
ment) with  correct  information. 

V  We  will  resolve  problems  experienced  by 
customers  in  the  processing  of  trademark  appli- 
cations or  registrations  within  7  days  of  notifica- 
tion. 

V  We  will  provide  clear  and  accurate  an- 
swers to  questions  regarding  the  trademark 
application  process  through  the  Trademark 
Assistance  Center. 


The  first  trademark  application  of  V 
electronically  by  Lori  Mares  pictured  i 
father  (Lenny  Seidel.  far  left)  former  Commissioner 
Dickinson  and  Assisant  Commissioner  Anne  Chasset 

far  right. 
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he  public  service  organizations 
under  USPTO's  Chief  Informa- 
tion Officer  continued  to 
provide  first-rate  products  and  ser- 
vices to  a  wide  variety  of  customers 
throughout  the  world.  These  organi- 
zations continued  to  implement 
significant  service  initiatives  in  FY 
2000/2001. 

An  Electronic  Business  System  Help 
Desk  was  established  to  provide 
assistance  to  customers  transacting 
business  electronically  with  the  USPTO. 
This  specialized  Help  Desk  provides 
support  7  days  per  week,  24  hours  per 
day.  It  is  staffed  with  personnel 
trained  in  assisting  customers  with 
questions  and/or  problems  that  they 
may  encounter  with  any  of  the  sys- 
tems available  on  USPTO's  Internet 
site. 

The  USPTO  Web  site,  www.uspto.gov, 

continued  to  receive  an  average  of 
121,000  requests  each  day  and,  in  FY 
2000,  received  numerous  accolades 
as  one  of  the  best  sites  on  the 
Internet.  The  Patent  Full-Text  and 
Image  Database  was  recognized  as 
one  of  the  five  best  government/non- 
profit projects  in  the  world  by  the  2000 
Computerworld  Smithsonian's 
"Search  for  Heroes"  program.  This 
prestigious  program  recognized  the 
USPTO  for  its  first-ever  public  Internet 
access  to  more  than  two  terabytes  of 
full-resolution  images  of  over  two 
million  recent  patents.  Not  resting  on 
these  laurels,  in  FY  2000,  the  database 
was  improved  and  expanded  to 
include  the  images  of  patents  from 
1 790  to  1975.  These  searchable  data- 
bases of  patents  and  trademarks 
were  tremendously  popular  with  over 
210  million  requests  received  in  FY 
2000. 

In  addition  to  deploying  the  patent 
and  trademark  electronic  filing  sys- 
tems, the  ability  to  transact  business 


with  the  USPTO  electronically  was  also 
expanded  in  other  areas.  The  USPTO 
now  accepts  assignment-related 
documents  via  the  Internet  in  addi- 
tion to  fax  and  paper  transmissions. 
The  public  has  found  these  to  be  very 
convenient  ways  to  conduct  business 
with  the  USPTO.  Documents  are 
routed  directly  to  the  Patent  and 
Trademark  Assignment  System  server 
for  processing  and  recordation. 
Besides  offering  service  improvements 
to  customers,  this  initiative  significantly 
reduces  the  time  and  costs  associ- 
ated with  processing  assignments. 

Regional  access  to  patent  and  trade- 
mark information  was  extended  by 
designating  three  new  Patent  and 
Trademark  Depository  Libraries  to  the 
nation-wide  network  of  88  libraries. 
Libraries  in  Bayamon,  Puerto  Rico, 
Cheyenne  Wyoming,  and  Dayton, 
Ohio  now  provide  patent  and  trade- 
mark information  and  services  to  their 
own  communities. 

The  Patent  Application  Information 
Retrieval  system  was  launched  to 
make  it  possible  for  patent  applicants 
and  their  designated  agents  to  se- 
curely obtain  up-to-the-minute  infor- 
mation on  their  patent  applications. 
This  patent  system  joined  a  compa- 
rable trademark  information  status 
system  deployed  earlier  and  both 
systems  were  utilized  over  five  million 
times  by  the  public  in  FY  2000. 

Public  inquiries  and  requests  for  gen- 
eral patent  and  trademark  informa- 
tion continued  at  a  high  volume.  In 
addition  to  servicing  915,000  tele- 
phone calls  and  sending  out  629,000 
pieces  of  information,  the  USPTO 
began  accepting  e-mail  inquiries  for 
general  information.  Approximately 
34,000  inquiries  have  been  answered 
in  FY  2001 ,  It  has  proven  to  be  a 
popular  service  with  the  general 
public  and  volumes  continue  to  grow. 

10 


Communicating  with  Our  Customers 

The  USPTO  uses  new  and  tradi 
tional  methods  for  communi- 
cating with  our  customers.  In  FY 
2000,  the  Office  continued  many 
customer  outreach  efforts  through 
written  surveys,  telephone  interviews, 
focus  sessions,  roundtables,  technology 
fairs,  and  partnerships. 

As  we  continued  our  Biotechnology 
and  Chemical-Pharmaceutical  (Tech- 
nology Center  1600),  Semiconductor 
(Technology  Center  2800)  customer 
partnership  meetings  during  2000,  we 
also  established  partnership-working 
groups  with  patent  customers  in  the 
following  major  industry  sectors:  Com- 
munications and  Information-Process- 
ing (Technology  Center  2700)  and 
Mechanical  Engineering  (Technology 
Center  3700). 

Technology  Center  2700  (Communica- 
tions and  Information  Processing)  held 
its  First  Annual  Technology  Fair  this  year. 
Many  companies  and  trade  organiza- 
tions participated.    The  goal  of  the 
Tech  Fair  was  to  provide  cutting  edge 


The  Number  for. 


Patent  Assistance  Center 
General  Information 
1-800-PTO-9199 

Trademark  Assistance 

Center 

703-308-9000. 


703-308-9726  or 
1-800-972-6382 

Electronic  Products 
Help  Desk 
703-306-2600 


technical  training  to  TC  2700  examin- 
ers. This  training  will  allow  TC  2700 
examiners  to  better  serve  their  cus- 
tomers and  improve  the  overall 
quality  of  their  examination.  An 
additional  benefit  of  the  Tech  Fair 
was  learning  how  the  companies  use 
their  patents  in  the  market  place. 
Tech  Fairs  with  similar  results  were  also 
held  for  Technology  Centers  1600 
(Biotechnology  and  Organic  Chemis- 
try), 1700  (Chemical  and  Materials 
Engineering),  2800  (Semiconductor, 
Electrical,  Optical  Systems,  8c  Com- 
ponents), 2900  (Design),  3600  (Trans- 
portation, Construction,  Agriculture, 
National  Security  &  Licensing  and 
Review),  and  3700  (Mechanical 
Engineering). 

A  Quality  Performance  Homepage 
on  the  Internet  was  created  to  pro- 
vide performance  information  to  our 
customers,  and  to  provide  a  feed- 
back mechanism  to  the  Office  of 
Quality  Management  and  Training 
staff.  The  Quality  Performance 
Homepage  provides  a  toolbox  of 
varied  information  such  as  the  USPTO 
business  unit  Balanced  Scorecards, 
results  of  USPTO  surveys,  results  of  the 
USPTO  Baldridge  assessment,  links  to 
other  quality  sites,  USPTO  quality 
news,  campus  news  and  quality 
award  information. 

Traditional  methods  of  communica- 
tion with  customers  continue  through 
publications,  such  as  the  Official 
Gazette,  the  United  States  Patent 
and  Trademark  Office  Review,  and 
the  USPTO  Annual  Report.  There  are 
a  variety  of  documents  which  can 
be  obtained  through  our  Web  site. 
The  USPTO  Web  site  (http:// 
www.uspto.com)  contains  informa- 
tion of  interest  to  the  public  and  the 
intellectual  property  community. 
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Included  on  the  site,  is  the  "USPTO  Today,"  a  new 
USPTO  magazine  with  articles  of  interest  to  the 
intellectual  property  community. 

Our  customers  can  continue  to  utilize  the 
"hotlines"  in  both  the  Patent  and  Trademark 
business  areas  for  customer  questions  and  assis- 
tance. The  General  Information  Help  Line  and 
Electronic  Products  Help  Desk  are  additional 
sources  that  provide  customer  assistance. 

Customer  Surveys 

We  continue  to  use  surveys  to  obtain  information 
from  our  customers  about  our  key  products  and 
services.  This  is  the  fifth  time  we  surveyed  Patent 
and  Trademark  customers  for  information  con- 
cerning the  level  and  quality  of  products  and 
service  they  are  receiving.  For  the  third  year, 
customer  satisfaction  data  was  gathered  and 


reported  by  patent  industry  technology  areas. 
Additionally,  we  have  conducted  other  surveys 
during  this  time  period  to  help  measure  customer 
satisfaction.  Also,  we  are  in  the  third  year  of 
conducting  "in  process  review  telephone  sur- 
veys" with  patent  customers.  These  telephone 
surveys  allow  us  to  gather  opinions  from  patent 
attorneys  on  the  quality  of  office  actions  and 
how  well  we  are  meeting  certain  customer  ser- 
vice standards.  The  information  gathered  helps 
determine  possible  patent  process  changes  and 
identify  areas  for  improvement.  (See  page  19  for 
details  about  in-process-reviews,  and  pages  22- 
26  for  survey  results.) 
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Our  ongoing  communications 
with  customers  have  identi- 
fied the  need  for  a  variety  of 
changes  in  service  delivery  and 
improvement  initiatives.   Many  of 
these  initiatives  are  underway  while 
some  are  targeted  for  implementa- 
tion in  FY  2001. 


Patents 

The  American  Inventors  Protection 
Act  (AIPA)  of  1 999  was  the  most 
significant  change  to  the  patent 
system  since  the  1 952  Patent  Act. 
The  passage  of  the  AIPA  provided  a 
new  framework  that  mandated  a 
change  in  strategic  direction.  During 
fiscal  year  2000,  the  Patent  Business 
reevaluated  its  strategy  in  terms  of 
the  AIPA,  as  well  as  changing  exter- 
nal and  internal  environments,  and 
developed  a  new  framework  to 
guide  us  as  we  enhance  the  quality 
of  the  products  and  services  pro- 
vided to  our  customers.  The  new 
strategic  plan,  like  the  first  comple- 
mented and  supported  the  USPTO's 
strategic  and  performance  goals. 

The  passage  of  the  AIPA  presented 
the  USPTO  with  a  number  of  chal- 
lenges, as  well  as  opportunities.  One 
important  opportunity  was  the  cre- 
ation of  a  Patent  Public  Advisory 
Committee  (P-PAC).  The  P-PAC, 
appointed  on  July  1 7,  2000,  was 
created  to  advise  the  PTO  on  poli- 
cies, goals,  performance,  budget 
and  user  fees  of  the  USPTO  with 
respect  to  patents.  The  committee  is 
composed  of  nine  voting  members 
appointed  by  the  Secretary  of  Com- 
merce. The  P-PAC  also  includes  three 
non-voting  members  representing 
each  labor  organization  recognized 
by  the  USPTO.  The  Committee's 
function  is  to  advise  the  USPTO  and 
represent  interests  of  a  diverse  range 
of  intellectual  property  users. 

To  reflect  the  rapidly  changing  intel- 
lectual property  community,  the  P- 
PAC  includes  members  from  small 
entrepreneurial  business,  indepen- 


dent inventors  and  universities  to  large 
U.S.  based  corporations  in  a  wide 
range  of  technical  fields  including 
biotechnology,  Internet  technology 
and  consumer  products. 

The  AIPA  also  provided  that  inventors 
must  be  compensated  for  certain 
USPTO  delays  in  the  prosecution  of 
applications.  This  standard  provides 
commensurate  restoration  of  a  patent 
term  to  diligent  applicants  when  the 
following  requirements  are  not  met  by 
the  USPTO: 

•  Issue  a  first  Office  action  on  the  merits 
of  the  claimed  invention  within  14 
months  from  the  filing  date 

•  Respond  to  an  applicant's  reply  to  a 
rejection  or  appeal  within  four  months 
of  receipt  by  the  Office 

•  Act  on  an  application  within  four 
months  of  a  decision  of  the  Board  of 
Patent  Appeals  and  Interferences  or 
the  federal  courts 

•  Issue  a  patent  within  four  months  from 
the  payment  of  the  issue  fee 

•  Issue  a  patent  within  36  months  from 
the  filing  date 

Accordingly,  we  have  implemented  a 
scorecard  and  measurement  system  to 
track  the  resulting  "14-4-4-4-36"  timeli- 
ness standard. 

During  fiscal  year  2000,  the  Patent 
Business  reevaluated  its  strategy  in 
terms  of  the  AIPA,  as  well  as  changing 
external  and  internal  environments, 
and  developed  a  new  framework  to 
guide  us  as  we  enhance  the  quality  of 
the  products  and  services  provided  to 
our  customers, 

Goal:  Enhance  the  Quality  of  Our 
Products 

Programs  were  instituted  to  ensure  the 
quality  of  our  products,  such  as  focus 
sessions  with  our  customers  on  search 
procedures  and  clear  written  commu- 
nications of  the  examiner's  position.  An 
in-process  quality  review  program 
continued  to  be  enhanced  to  include 
areas  that  need  quality  improvement 
within  the  Technology  Centers. 
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Building   on   Improved   Customer  Service   Delivery 


Goal:  Improve  Quality  of  Our  Services 
Given  that  patent  customers  demand  high 
quality  services,  the  Patent  Business  made  great 
strides  to  meet  these  expectations  by  increasing 
customer  satisfaction  by  1 4  percent  from  fiscal 
years  1996  to  2000.  The  customer  survey  results  in 
fiscal  year  2000  alone  showed  a  7  percent  in- 
crease, in  overall  customer  satisfaction  from 
fiscal  year  1999. 

Goal:  Optimize  Processing  Time 
In  fiscal  year  2000,  81 .2  percent  of  first  Office 
actions  for  patent  applications  were  issued  within 
14  months-exceeding  our  target  of  75  percent. 
The  Patent  Examining  Corps  did  very  well  in 
turnaround  time  on  amendments,  averaging  56.1 
days.  The  percent  of  applications  receiving  an 
action  within  four  months  of  an  amendment 
finished  at  98.3  percent,  an  improvement  over 
last  year's  97.4  percent.  The  percent  of  applica- 
tions receiving  an  action  within  four  months  of  a 
Board  decision  finished  at  76.9  percent.  The 
percent  of  allowed  applications  publishing  within 
four  months  of  issue  fee  payment  finished  at  89.1 
percent,  a  tremendous  improvement  as  com- 
pared with  67.0  percent  at  the  start  of  the  fiscal 
year. 

The  Patent  Business  also  developed  programs  to 
decrease  patent  time  to  first  Office  action. 
Based  on  the  AIPA,  we  began  a  comprehensive 
review  and  reorganization  of  our  business  prac- 
tices. We  established  a  scorecard  and  measure- 
ment system  to  track  the  progress  of  these  timeli- 
ness standards  and  formed  a  team  dedicated  to 
achieve  these  standards.  We  updated  staffing 
needs  and  reorganized  to  enable  adequate 
growth  in  electrical  and  Business  Method  tech- 
nologies.  Regarding  time  to  first  Office  action, 
we  completed  studies  to  deal  with  improved 
capability  to  hire,  train,  and  retain  patent  exam- 
iners to  meet  the  rapid  growth  in  business,  and 
we  also  established  targets  within  each  TC  to 
meet  new  case  date  goals  and  balance 
workloads. 

Goal:  Enhance  Our  Employees'  Well-Being 
The  Patent  Business  believes  our  employees  are 
our  most  valuable  resource,  and  understands  the 
importance  of  updating  and  expanding  their 
skills,  knowledge,  and  abilities.   Employee  owner- 
ship and  accountability  for  providing  high-quality 


customer  service  all  characterize  the  current  and 
future  Patent  Business  environment. 

Goal:  Integrate  Our  Business  into  Electronic 
Government 

Customers  expect  the  USPTO  to  use  the  most 
current  information  technology  to  improve  our 
business  quality  and  efficiency.  The  Patent 
Business  is  focusing  our  e-govemment  activities 
on  improving  internal  USPTO  administrative  effi- 
ciencies and  enhancing  quality.  The  current 
paper-based,  manual  processes  will  not  with- 
stand the  rigors  of  an  electronic  world,  and  we 
cannot  process  the  growing  workloads  without 
the  standardization  and  efficiencies  that  come 
with  automation. 

During  fiscal  year  2000,  the  USPTO  reached 
significant  milestones  toward  an  e-government 
environment.  The  EFS  pilot  program  was  imple- 
mented for  filing  new  utility  applications  elec- 
tronically over  the  Internet.  The  first  filing  under 
the  pilot  program  occurred  on  December  13, 
1999.  In  October  2000,  one  year  ahead  of  the 
original  schedule,  the  EFS  was  implemented  to 
full  production.  Customers  using  the  EFS  can 
assemble  applications,  calculate  fees,  validate 
content  and  encrypt  applications  for  electronic 
submission  via  the  Internet.  We  also  imple- 
mented an  EFS  Marketing  Plan,  along  with  in- 
structional videos  and  related  materials,  to  pro- 
mote awareness  and  encourage  customer  use 
of  EFS. 

In  February  2000,  Patents  launched  the  PCT 
Operations  Workflow  and  Electronic  Review 
(POWER)  system.  This  first  phase  of  the  system 
enabled  PCT  operations  to  produce  electronic 
international  applications  for  review  and  routing 
for  Chapter  1  processing.  Patents  also  continued 
to  add  new  customers  to  the  PAIR  system.  This 
system  allows  patent  applicants  to  access  and 
maintain  their  application  information  through 
the  Internet.  At  the  end  of  fiscal  year  2000,  there 
were  more  than  1,600  users  of  PAIR. 

The  Patent  organization  is  committed  to  provid- 
ing superior  customer  service.  We  continually 
scan  the  environment  to  determine  the  needs  of 
our  customers.  Together,  we  work  hard  to  pro- 
vide better  service  to  you,  our  customers. 
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Trademarks 


The  Trademark  Organization  continues  to  en- 
hance Trademark  protection  through  the  regis- 
tration of  high  quality  and  timely  trademarks. 
Trademark's  goal  is  to  promote  and  increase  the 
use  of  electronic  communications  with  its  cus- 
tomers.   To  achieve  this,  Trademarks  is  engaged 
in  initiatives  to  ensure  effective  knowledge  man- 
agement and  realization  of  a  fully  electronic 
filing  and  communications  environment  with  all 
of  its  customers.  With  continued  focus  on  improv- 
ing the  quality  and  accuracy  of  our  products 
and  services,  the  Office  has  successfully  mini- 
mized processing  time,  enhanced  employee 
satisfaction,  and  made  considerable  gains  to- 
ward full  electronic  communications  capability 
with  our  customers  through  the  integration  of 
electronic  government  (E-Government)  into  our 
business  practices.  Why  is  electronic  filing  so 
important?  Although  the  historic  paper-based 
system  for  processing  a  Trademark  application 
has  served  our  customers  well,  it  is  no  longer 
conducive  to  efficiencies  expected  in  today's 
technology-driven  global  marketplace.   For  this 
reason,  the  USPTO  is  on  a  steady  course  to  transi- 
tion from  paper-based  processes  and  examina- 
tion to  fully  electronic-based  processes  and 
examination.  In  this  effort,  Trademarks  is  leading 
the  way. 

To  meet  the  needs  of  our  customers  in  the  21st 
century,  the  Trademark  Organization  has  dedi- 
cated three  law  offices  to  electronic  commerce 
(e-Commerce).  These  offices  are  devoted  solely 
to  processing  and  examining  electronic  files 
versus  paper-filed  applications.  As  the  number  of 
electronically  filed  applications  grows,  so  too  will 
the  number  of  e-Commerce  law  offices.  Too 
aide  our  commitment  to  electronic  communica- 
tions with  our  customers,  the  USPTO  maintains  a 
web  site  where  data  can  be  accessed  to  search 
the  text  and  images  of  more  than  2.7  million 
active,  pending,  and  retired  marks.  Customers 
may  conduct  a  search  of  trademarks  through 
the  Trademark  Electronic  Search  System  (TESS), 
and  check  the  status  of  pending  applications 
through  the  Trademark  Application  and  Registra- 
tion Retrieval  system  (TARR).  These  systems  may 
be  accessed  through  the  USPTO  website  where 
the  Trademark  Electronic  Business  Center  (TEBC) 
has  been  incorporated.  The  TEBC  provides 
access  to  everything  an  applicant  needs  to 
complete  the  registration  process  including 


general  information  and  data  that  is  used  inter- 
nally by  the  Office  to  process  and  examine 
applications.  Customers  may  complete  and  file 
a  trademark  application  electronically  through 
the  Trademark  Electronic  Application  System  (E- 
TEAS),  or  complete  and  mail  a  copy  of  a  printed 
(PrinTEAS)  application  form  via  this  venue. 

To  enhance  customer  convenience  and  in- 
crease electronic  communication  capability. 
Trademarks  has  added  additional  electronic 
application  forms  to  the  e-TEAS  and  the  PrinTEAS 
site.  With  the  addition  of  seven  intent  to  use  and 
post  registration  forms,  it  is  now  possible  to  file 
nearly  all  trademark  applications  electronically 
through  the  e-TEAS.   Filing  electronically  substan- 
tially improves  processing  time  by  eliminating  a 
number  of  processing  steps  as  well  as  improving 
the  quality  of  the  application  and  filing  receipt 
data  that  is  captured.  The  e-TEAS  has  generated 
an  increasing  level  of  filings  in  its  first  two  years  of 
operation,  receiving  more  than  64,800  filings; 
including  74,900  classes  for  registration.   In  its 
second  year  of  operation,  application  filings 
doubled  to  more  than  44, 1 00  from  the  20,600 
applications  that  were  filed  electronically  in  FY 
1999. 

In  the  past  year,  e-TEAS  has  received  recognition 
for  excellence  in  two  national  competitions 
including  placement  as  a  finalist  of  the  USA 
Today  Quality  Cup  Award,  and  semi-finalist  of  the 
2000  Innovations  in  American  Government 
Awards  Program  sponsored  by  the  Ford  Founda- 
tion and  the  Kennedy  School  of  Government  at 
Harvard  University.  Additionally,  we  were  de- 
clared winner  of  the  Government  Technology 
Leadership  Award  sponsored  by  the  Govern- 
ment Technology  Leadership  Institute  and  Gov- 
ernment Executive  Magazine.  The  Trademark 
organization  is  very  proud  of  these  awards  given 
the  level  of  competition,  and  the  publicity  the 
programs  command,  and  because  they  demon- 
strate recognition  of  the  success  of  our  e-TEAS. 
To  keep  our  commitment  to  do  business  as  an  E- 
Govemment  organization,  the  Trademark  orga- 
nization w  ill  continue  to  seek  'vw  ways  to  satisf\ 
oui  customers  by  incorporating  the  verv  best 
teehnolooA  con  offer  into  our  electronic  pro- 
cesses. 
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Building  on  Improved  Customer  Service  Delivery 


Why  do  we  care  about  improving  electronic 
processes?  Continued  increases  in  application 
filings  dictates  that  we  change  our  business 
approach  for  serving  our  customers.   In  FY  2000, 
the  USPTO  received  296,490  trademark  applica- 
tions, including  375,428  classes  for  registration. 
Application  filings  have  increased  27  percent  in 
each  of  the  past  two  years.  Increases  of  this 
magnitude  help  explain  why  trademark  pen- 
dency to  first  action  was  5.7  months,  an  increase 
of  1 . 1  months  over  the  prior  year.  Although  first 
action  pendency  was  higher  than  the  projected 
target  of  4.5  months,  overall  pendency  to  regis- 
tration decreased  by 
1 .6  months 
to  17.3 
months. 
Reducing 
the  time  to 
issue  regis- 
trations is  a 
significant 
accomplish- 
ment given 
the  level  to 
which  new 
filings  and 
inventory  of 
pending 
applications 
has  risen. 
USPTO  issued 
106,383  trade- 
mark registra- 
tions including  127,794  classes,  an  in- 
crease of  more  than  21  percent  over  the  number 
of  registrations  issued  in  1999.  The  Office  ended 
the  fiscal  year  with  more  than  520,000  applica- 
tions including  677,000  classes  pending,  an  in- 
crease of  37  percent  in  the  number  of  applica- 
tions under  examination. 


included  94  percent  customer  satisfaction  with 
accuracy.  Customers  who  filed  paper  applica- 
tions were  less  satisfied  with  the  accuracy  of  the 
filing  receipt.  Twenty  seven  percent  of  paper 
filers  were  satisfied  with  the  timeliness  of  filing 
receipts. 

Overall,  customer  satisfaction  in  Trademarks 
declined  by  four  percentage  points  to  65  percent 
primarily  in  response  to  timeliness  of  issues  in 
processing  the  record  number  of  new  application 
filings.  We  did  however,  make  significant  im- 
provements in  the  last 
quarter  of  the  year,  and  will 
continue  to  focus  on  delays 
and  errors  that  create 
problems  for  our  custom- 
ers. 

To  address  further  ways  to 
improve  trademark  pro- 
cesses and  encourage 
the  use  of  trademark 
systems,  the  Trademark 
Public  Advisory  Commit- 
tee (T-PAC),  was  formed. 
On  August  22nd  and  23rd, 
the  Committee  had  its 
initial  meeting  in  Arling- 
ton, Virginia.  Under  the 
legislation  establishing 
the  T-PAC,  members 
were  chosen  "to  repre- 
sent the  interests  of  diverse  users  of  the  USPTO" 
regarding  Trademarks.  The  Committee  includes 
members  who  represent  small  and  large  entity 
applicants  located  in  the  United  States.  They  are 
committed  to  the  review  of  "the  policies,  goals, 
performance,  budget  and  user  fees"  of  the 
USPTO  "with  respect  to  trademarks",  and  advising 
the  Director  on  these  matters. 


Electronic  filings  provide  the  means  to  serve  more 
customers  with  better  quality  results  and  fewer 
resources.  The  results  of  our  customer  surveys 
make  it  clear  that  customers  who  file  electroni- 
cally are  more  satisfied  with  certain  aspects  of 
the  trademark  application  process  than  custom- 
ers who  file  paper  applications.  All  of  our  elec- 
tronic customers  responded  as  being  satisfied 
with  the  ease  of  access,  use  of  the  filing  system, 
and  the  timeliness  of  filing  receipts,  which  also 


The  T-PAC  hopes  to  contribute  to  the  success  of 
the  organization  that  is  so  critical  to  our  country  in 
meeting  the  needs  of  the  intellectual  property 
community  and  the  public  during  the  21st  Century 


Pictured  above  are  members  of  the  Trademark 
Public  Advisory  Committee  (T-PAC)  at  their 

inagural  Meeting. 
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Customers  of  USPTO's  website 
noted: 

"I  think  the  overall  PTO  experience  has 
improved  significantly  in  the  past 
several  years.  The  PTO  website  has 
been  a  great  improvement  to  the 
patent  community." 

"The  U.S.  Patent  Office  basically  pro- 
vides a  very  good  value.  Love  your 
web  site!" 

"Your  website  and  patent  database 
are  excellent!   I  visit  both  almost  daily." 

"I  am  pleased  with  your  website, 
including  your  downloadable  forms." 

"Thank  you  for  patent  and  trademark 
searching  capabilities  on  Web  site. 
OG  notices,  MPEP,  and  other  publica- 
tions on-line  are  cost  savers." 

"The  search  capability  at  the  PTO 
website  is  very  good,  and  the  informa- 
tion at  that  site  which  I  have  reviewed 
seems  to  be  very  helpful,  particularly  to 
the  individual  inventor." 

"Keep  up  the  on-going  improvement 
programs.  The  on-line  patent  data 
base  is  enormously  useful  and  was 
fabulously  done.  The  data  base  is  user 
friendly  and  intuitive." 

"Great  web  site  and  opportunity  to  file 
electronically  (the  PTO's  enthusiasm  for 
electronic  process  is  ahead  of  the 
curve  for  most  governmental  depart- 
ments)." 


From  respondents  to  the 
USPTO  Customer  Surveys: 

"I  have  been  working  with  the  Patent 
Office  for  20  years  and  have  seen 
such  an  improvement.  One  of  the 
biggest  is  accessibility  to  USPTO  per- 
sonnel. It  is  nice  when  you  can  take 
care  of  things  over  the  telephone  or 
via  facsimile.  I  am  able  to  call  the 
various  departments  and  get  to  the 
bottom  of  a  problem  in  a  timely 
manner.   I  have  had  Examiners  call 
the  attorney  of  record  or  his  assistant, 
and  problems  or  issues  are  taken  care 
of  and  followed  up." 

"As  a  novice  inventor,  I  was  very 
pleased  with  the  search  help  I  re- 
ceived from  the  examiners,  and  the 
meetings  I  had  with  Examiners  before 
I  even  made  application.  They  were 
very  straightforward  and  supportive." 

"I  am  both  a  practicing  U.S.  patent 
attorney  and  an  inventor.  As  a 
patent  attorney,  I  have  always  been 
very  pleased  with  the  way  Examiners 
have  conducted  business  with  me.   I 
particularly  like  the  way  they  call  and 
try  to  resolve  issues  over  the  phone, 
saving  time  and  money.  As  an  inven- 
tor, I  think  the  U.S.  Examiners  are  fair 
and  try  to  get  patent  applications 
allowed.  Frankly,  I  think  the  U.S. 
Patent  and  Trademark  Office  does  a 
great  job!" 

"I  have  seen  improvements  on  the 
time  it  takes  to  get  an  application 
registered  over  the  last  15  years.  The 
electronic  filings  have  been  a  good 
time  savings." 

"I  was  particularly  pleased  with  the 
efficiency  and  timeliness  in  which  the 
trademark  application  was  handled." 
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Attendees  at  the  2000  Independent 
Inventors  Conference,  held  at  the 
University  of  Maryland  Conference 
Center,  made  the  following  com- 
ments: 

"I  would  like  to  thank  all  USPTO  members  for  the 
tremendous  effort  they  have  given  to  this  confer- 
ence. It  is  a  big  success.  It  has  given  me  a  lot  of 
confidence... to  make  my  dream  of  becoming 
an  inventor  come  true." 


"This  has  been  exactly  what  I  wanted  and  more. 
The  price,  location,  content,  facilities  and  speak- 
ers were  all  excellent." 

"I  drove  12  hours  (one-way)  from  Indianapolis,  IN. 
It  was  worth  every  minute.  I  earned  a  lot  of 
valuable  information.  And  the  conference  cost 
was  the  best  $75.00  I've  spent  recently.  Thank 
you!" 


For  over  two  years,  the  USPTO  has 
used  In  Process  Reviews  as  one 
method  of  measuring  both 
patent  examination  performance  as 
well  as  customer  satisfaction  with  the 
overall  patent  process.    In  Process 
Reviews  are  conducted  by  randomly 
selecting  patent  applications  during 
the  ex  parte  examination  prosecution 
process,  reviewing  certain  key  office 
actions  and  asking  our  customers 
about  the  quality  of  those  office  ac- 
tions. 


How  do  we  measure? 

We  review  quality  and  customer 
satisfaction  by  looking  at  a  sample  of 
actions.  Each  Technology  Center  (TC) 
reviews  at  least  380  completed  and 
mailed  office  actions  per  fiscal  year  or 
approximately  95  per  quarter.  Ran- 
domly selected  actions  include  a 
mixture  of  first  and -second  or  subse- 
quent actions  on  the  merits  not  includ- 
ing Ex  parte  Quayle  actions  and  allow- 
ances. 


Who  does  the  review? 

Each  TC  appoints  at  least  one  Quality 
Assurance  Specialist  (QAS).  Every  QAS 
was  formerly  a  Supervisory  Patent 
Examiner  with  extensive  experience  in 
reviewing  examiner  work  products. 

In  addition  to  the  QAS  review,  there 
are  two  additional  validations  on  a 
portion  of  the  reviewed  Office  actions. 
One  validation  includes  a  telephone 
survey  directed  to  attorneys  and 
conducted  by  the  Center  for  Quality 
Services  (CQS).  A  second  validation 
comes  from  the  Office  of  Patent 
Quality  Review  (OPQR)  and  includes 
the  Patentability  Review  Examiners 
conducting  validation  reviews  using 
the  same  checklist  used  by  the  TC 
QASes. 


▼ 


What  is  the  tocus  of  the  review? 

■  rejections  under  35USC  102,  35 
USC  103and35USC  171 

■  the  prior  art  search 

■  overall  quality  and  clarity  of  the 
action 

■  additional  areas  such  as  35 
USC  101,  35  USC  112  and  restric- 
tion practice 

■  satisfaction  with  phone  calls 
being  returned  within  one 
business  day 

■  satisfaction  with  reaching 
appropriate  contact  easily 

■  overall  general  customer  satis- 
faction by  the  TC's 


Why  are  we  doing  this? 

The  compiled  data  help  identify  areas 
for  improvement.  Where  opportunities 
for  improvement  exist,  new  systems  or 
training  initiatives  are  developed  and 
implemented.    Continuous  evaluation 
provides  the  opportunity  to  maintain  a 
high  level  of  quality  not  only  from  an 
internal  perspective  but  also  from  our 
customers'  viewpoints. 

Customer  Telephone  Survey  Validation 
Process 

The  participation  of  our  customers  is 
an  integral  part  of  the  program  and  is 
necessary  for  its  success.  We  encour- 
age all  practitioners  who  may  be 
contacted  by  program  staff  within 
CQS  to  participate  in  an  IPR  validation 
to  help  us  in  this  effort. 


How  is  this  done? 

Customer  validation  comes  from  data 
collected  by  CQS  in  a  telephone 
survey  on  a  sample  of  selected  cases. 
The  telephone  survey  includes  ques- 
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In-Process   Review  (IPR):   A  Quality   Initiative 


tions  to  assess  customer  satisfaction  with  tele- 
phone calls  being  returned  within  one  business 
day,  calls  being  directed  to  the  proper  person  or 
office  and  overall  satisfaction  with  TC  service. 
The  survey  also  collects  comparable  data  about 
the  written  communications  in  the  Office  actions 
on  various  topics  including  those  under  35  USC 
102,  35  USC  103,  35  USC  1 12  and  35  USC  171  set 
forth  within  the  office  actions.  This  provides  a 
measure  of  current  performance  levels  in  these 
important  customer  service  areas, 

Customer  confidentiality  is  strictly  maintained. 
The  TC  receives  only  a  summary  of  the  customer 
validation  information  in  order  to  implement 
training  initiatives.  Individual  customer  validation 
responses  are  not  available  to  the  TC.     In  addi- 
tion, the  information  is  entered  into  a  database 
by  the  QASes,  OPQR  and  CQS  staff  for  compila- 
tion. Reports  are  generated  from  the  database 
which  are  utilized  by  management  for  identify- 
ing trends  and  areas  in  need  of  improvement. 

These  validation  samples  are  a  very  important 
part  of  the  IPR  program.  They  provide  a  basis  to 
assess  the  degree  of  alignment  between  USPTO 
goals  and  acceptable  levels  of  quality  from  our 
customers. 


What  do  they  rate? 

In  the  IPR  reviews  all  Technology  Centers  agree 
to  rate: 

■  overall  quality  of  the  search 

■  overall  quality  of  the  office  action 

■  overall  clarity  of  the  office  action. 

The  overall  search  quality  rating  identifies  how 
satisfied  the  reviewer  is  that  the  examiner 
searched  the  most  pertinent  areas.  The  reviewer 
determines  the  rating  by  the  art  cited  in  the 
Office  action,  the  classes  and  subclasses 
searched  and  the  database(s)  searched. 


The  overall  action  quality  rating  attempts  to 
determine  how  satisfied  the  reviewer  is  that  the 
examiner  correctly  and  accurately  set  forth  his/ 
her  technical,  procedural,  and  legal  position  in 
the  office  action  as  a  whole. 

The  overall  action  clarity  rating  attempts  to 
determine  how  satisfied  the  reviewer  is  that  the 
examiner  clearly  set  forth  his/her  technical, 
procedural,  and  legal  position  in  the  office 
action  as  a  whole. 

Rating  of  other  subject  matter  areas  such  as  102 
rejections  and  1 03  rejections  are  at  the  option  of 
the  TC. 

Ratings:  In  each  instance,  the  rating  is  an  indica- 
tion of  the  reviewer's  satisfaction  level  with  the 
work  product  for  that  subject  matter  area.  There 
are  two  evaluation  levels:  Satisfied  and  Less  Than 
Satisfied.  At  the  option  of  the  TC,  an  additional 
indication  of  exceptional  performance  can  be 
noted  in  the  reviewer  comments. 

The  Office  of  Patent  Quality  Review  (OPQR) 
Validation  Process 

In  order  to  align  the  quality  standards  within  the 
USPTO  in  the  overall  alignment  efforts  with  our 
customers  via  CQS,  a  small  sample  of  the  Office 
actions  reviewed  by  TC  reviewers  each  quarter, 
are  being  validated  by  OPQR.  OPQR  partners 
with  the  TCs  and  CQS  in  the  quality  improvement 
efforts  through  an  integrated  quality  system  led 
by  the  Office  of  Quality  Management. 


How  is  this  done? 

A  small  sample  ranging  from  20-30  of  the  95 
Office  actions  reviewed  by  TC  reviewers  each 
quarter,  are  validated  by  the  Patentability  Re- 
view Examiners  within  the  respective  disciplines  in 
OPQR.  The  same  actions  in  these  OPQR  vali- 
dated samples  are  validated  by  the  customer 
(via  CQS). 
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In-Process   Review   (IPR):    A   Quality   Initiative 


The  sampled  actions  are  screened  by  OPQR  to 
monitor  the  clarity  and  quality  of  the  written 
communication  in  the  areas  of  35  USC  101,  102, 
1 03,  112  and  171.  The  thoroughness  of  the  field  of 
search  is  also  evaluated. 

OPQR  allots  the  same  amount  of  time  for  screen- 
ing each  action  as  used  by  the  TC  reviewers,  i.e. 
30-45  minutes.  The  reviews  are  completed  within 
a  short  period  following  the  issuance  of  the 
Office  action  to  prevent  any  loss  in  cycle  time. 

The  Patentability  Reviewers  meet  with  the  TC 
reviewers  periodically  to  discuss  their  respective 
evaluations  in  order  to  align  the  applied  quality 
standards  and  to  facilitate  uniform  application 
of  the  review  criteria.  After  completion  of  re- 
views by  OPQR,  the  QAS  and  CQS,  all  three 
groups  meet  to  discuss  overall  alignment  and 
look  at  any  major  rating  differences. 

What  do  they  rate? 

OPQR  Reviewers  use  the  TC  generated  stan- 
dards and  criteria  to  evaluate  the  actions  using 
the  same  criteria  applied  by  the  TC  reviewers. 
These  standards  and  criteria  were  initially  vali- 
dated by  the  customers  as  important.  An  "over- 
all" Quality  rating  and  an  overall  Clarity  rating, 
based  on  the  above  criteria,  are  given  for  the 
action  as  well  as  for  the  prior  art  search. 


More  to  Come 

In  the  near  future,  the  USPTO  will  publish  the  IPR 
results  of  the  TC-QAS  reviews  to  date,  as  well  as 
relevant  trends  identified  by  CQS  from  com- 
ments by  attorneys.    Along  with  the  data,  a 
summary  of  the  initiatives  implemented  or  pro- 
posed for  improvements  to  the  process  for  these 
key  areas  will  be  provided. 

Hopefully,  this  overview  of  the  In-Process-Review 
program  at  USPTO  provides  you  with  a  basic 
understanding  of  this  quality  initiative  since  it  is 
one  of  our  most  important  quality  improvement 
initiatives.   If  you  would  like  more  detailed  infor- 
mation on  the  procedures  employed  in  the  IPR 
program  —  including  the  criteria  for  each  review 
and  the  definitions  for  those  criteria  contact  Joe 
Rolla  at  703-305-9700. 
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Comparison  of  1995,96,  98,  99  & 
2000  Patent  Satisfaction  Levels 
with  USPTO's  Performance  Against 
Customer  Standards 


Overall  customer  satisfaction  in- 
creased significantly  from  57%  in  1999 
to  64%  in  2000,  the  highest  rating  since 
we  began  surveying  in  1995. 


1995     1996     1998     1999    2000 


position  of  examiners* 

44% 

40% 

55% 

63% 

63% 

Respond  to  letters  within  30  days  of  receipt 

49% 

44% 

35% 

38% 

39% 

Widely  disseminate  information  on 

changes  in  practices  and  procedures 

before  their  effective  date 

52% 

55% 

56% 

56% 

66% 

Overall  Satisfaction 
Treat  you  with  courtesy  each  time  you 

contact  us 
Direct  you  promptly  to  the  proper  office 

Return  telephone  calls  within  one 

business  day  or  provide  another  contact  * 

Set  forth  clearly  in  written  communications, 

he  technical,  procedural,  and  legal 

position  of  examiners 

id  to  letters  within  30  days  of  receipt 

Widely  disseminate  information  or 

hanges  in  practices  and  procedures 

before  their  effective  dat< 

Deliver  fax  transmissions  of  properly 

addressed  papers  marked  "Informal"  or 

"Draft"  to  examiners  in  1  business  day 

Match  properly  addressed  fax  of  Formal 

Amendments  after  final  rejection  with  the 

file;  deliver  to  examiner  within  3  days 

Mail  accurate  filing  notices  for  complete, 

standard  applications** 

Mail  filing  notices  for  complete,  standard 

applications  within  30  days  of  receipt  of 

application** 
Conduct  thorough  search  of  all 
information  * 
Respond  within  30  days  to  papers  filed  after 
the  examiner  allows  the  application  and  up  to 
the  time  of  receipt  of  issue  fee  payment 


50%  51%  52%  57%  64% 

73%  70%  78%  84%  87% 

44%  42%  52%  63%  69% 

49%  47%  49%  58%  61% 


■ 


43%      37%      35%      42%      48% 


42%      37%      16%      41%      52% 

48%      46%      57%      64%      61% 


Indicates  a  key  driver:  identifies  factors  having  the  greatest  impact  on  overall  customer  satisfaction. 
"Standard  changed 


The  most  notable  increases  in  satisfaction  with  patent  standards  from  1999 
relate  to  "widely  disseminate  information  on  changes  in  practices  and  proce- 
dures," and  "deliver  fax  transmissions  of  properly  addressed  papers  marked 
Draft  to  examiners  in  1  business  day"  and  "directing  you  promptly  to  the 
proper  office  or  person." 
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■    Comparison  of  1995,  96,  98,  99  &  00  Patent  Satisfaction 
>at<*ite&  J*     Levels  with  Patent  Process  Categories 


1995     1996   1998     1999     2000 


Amount  of  time  needed  to  submit  required  information 

Clarity  of  instructions 

Use  of  the  telephone  for  examination  issues*** 

Consistency  of  examinations*** 

Cost  of  Patent  applications 

Good  value  for  the  amount  of  PTO  fees  paid  for  the  application 

Outcome  met  your  objectives 

Fairness  of  decision 

Efficiency  of  examination  process 

Ability  to  provide  accurate  answers  to  questions 

Assistance  at  a  time  convenient  to  you 

Prompt  and  helpful  service 

Flexibility  in  trying  to  address  your  needs 

Handling  of  delays 

Handling  of  mistakes 

Overall  courteousness 

The  way  your  problem  was  handled 


61% 

65% 

66% 

77% 

76% 

64% 

66% 

71% 

77% 

79% 
78% 
44% 

22% 

29% 

31% 

49% 
49% 

51% 

52% 

58% 

61% 

62% 

67% 

74% 

57% 

54% 

61% 

67% 
51% 

68% 
53% 

52% 

45% 

51% 

57% 

56% 

56% 

53% 

55% 

63% 

65% 

49% 

46% 

49% 

56% 

59% 

43% 

39% 

44% 

51% 

53% 

36% 

31% 

15% 

24% 

21% 

37% 

31% 

21% 

29% 

30% 

66% 

65% 

64% 

70% 

72% 

23% 

33% 

32% 

New  Items 


The  most  notable  increase  from  1999  relates  to  "outcome  met  your  objectives,"  a  7%  increase. 
There  were  no  significant  declines  in  customer  satisfaction  in  2000. 


NEW  PATENT  STANDARDS  for  2000 


1995  1996  1998  1999  2000 


Provide  first  action  within  14  months  of  filing 
Respond  to  amendments  within  four  months  of  receipt 
Mail  patent  grant  within  four  months  of  issue  fee  payment 
Provide  patent  grant  within  36  months  of  filing* 


r:-.- 


59-\- 


*  Indicates  a  key  driver:  identifies  factors  having  the  greatest  impact  on  overall  customer  satisfaction. 

w 

Patents  focused  improvement  on  performance  against  six  key  drivers.  The  key  drivers  of  overall 
satisfaction  include  the  following  customer  service  standards: 

1)  Direct  you  promptly  to  the  proper  office  or  person. 

2)  Clear  written  communications  of  position  of  examiners. 

3)  Return  phone  calls  within  one  business  day. 

4)  Conduct  a  thorough  search  during  the  patent  examination  process. 

5)  Provide  a  patent  grant  within  36  months. 

6)  Mail  accurate  filing  notices. 


Providing  patent  grant  within  36  months  is  a  new  key  driver  for  2000. 
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Comparison  of  1 995,  96,  98,  &  00  Trademark 
Satisfaction  Levels  with  PTO's  Performance 
Against  Customer  Standards 


In  Trademarks,  there  were  about  an  equal  num- 
ber of  declines  and  gains  in  customer  satisfaction 
during  2000.  Overall  satisfaction  for  trademarks 
has  remained  relatively  stable,  with  satisfaction 
levels  ranging  from  63%  -  69%  over  the  last  five 
years.  Overall  satisfaction  this  year  dropped  four 
percentage  points  from  69%  in  1999  to  65%  in 
2000. 

1995     1996     1998      1999  2000 


Overall  Satisfaction 

Treat  you  with  courtesy  each  time  you  contact  us 

Direct  you  promptly  to  the  proper  office  or  person* 

Return  telephone  calls  within  one  business  day 

Set  forth  clearly  in  written  communications  -  the  legal 

position  of  examiners* 

Respond  to  letters  within  30  days  of  receipt 

Widely  disseminate  information  on  changes  in 

practices  and  procedures  before  their  effective  date 

Provide  first  communication  within  3  months 

Determine  registrability  within  13  months* 

Mail  applicant's  return  postcard  within  3  days  of  filing 

Mail  correct  filing  notices  within  14  days  of  receipt* 

Notice  of  Publication  within  30  days 

Mail  Certificates  of  Registration  within  7  days 

Mail  Notice  of  Abandonment  within  45  days 

Respond  to  Amendments  within  35  days  from  mail 

room  receipt* 

Respond  to  Request  to  Divide  within  30  days  from 

mail  room  receipt  date 

Respond  to  Statements  of  Use  within  30  days  from 

mail  room  receipt  date 

Respond  to  Extension  Requests  within  30  days  from 

mail  room  receipt  date 

Respond  to  Section  7  Requests  within  30  days  from 

mail  room  receipt  date 

Respond  to  Section  8  Requests  within  30  days  from 

mail  room  receipt  date 

Respond  to  Section  9  Requests  within  30  days  from 

mail  room  receipt  date 

Issue  Filing  Receipts  with  the  correct  information 

Issue  Notice  of  Allowances  with  the  correct  information 

Issue  Official  Gazettes  with  the  correct  information 

Issue  Certificates  of  Registration  with  correct 

information* 

Issue  Notices  of  Abandonment  with  correct  information 

Resolve  problems  experienced  by  customers  within  7  days 

Provide  clear  and  accurate  answers  to  questions 

through  the  Trademark  Assistance  Center* 


64% 

65% 

63% 

69% 

65% 

80% 

80% 

84% 

87% 

86% 

58% 

54% 

63% 

69% 

68% 

55% 

44% 

50% 

59% 

53% 

65% 

68% 

74% 

77% 

77% 

43% 

32% 

38% 

47% 

47% 

61% 

60% 

55% 

61% 

64% 

43% 

27% 

23% 

29% 

31% 

39% 

31% 

37% 

42% 
49% 

41% 
50% 

54% 

38% 

38% 

33% 

28% 

39% 

35% 

43% 

49% 

48% 

39% 

41% 

49% 

51% 

51% 

22% 

23% 

25% 

42% 

33% 

27% 

37% 

40% 

27% 

31% 

29% 
50% 
75% 
74% 

78% 
73% 
32% 

46% 

38% 

29% 

38% 

43% 

35% 

32% 

30% 
43% 
72% 
76% 

80% 
69% 
32% 

55% 


58% 


*  Indicates  a  key  driver:  identifies  factors  having  the  greatest  impact  on  overall  customer  satisfaction. 
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2000  Trademark  Satisfaction  Levels  With  USPTO's 
Performance  Against  Customer  Standards 


Customer  satisfaction  with  courtesy  remained 
high  at  86%  satisfied  as  did  satisfaction  with 
"setting  forth  in  clear  written  communications, 
the  legal  position  of  examiners"  at  77%  satisfied. 
Satisfaction  with  all  aspects  of  electronic  filing 
also  remained  high. 


There  were  no  significant  increases  in  Trademark 
standards  in  2000. 


NEW  TRADEMARK  STANDARDS  for  2000 


1995     1996  1998     1999     2000 


Refusals  made  by  examining  attorneys  under  15  USC  1052  (d) 
Refusals  made  by  examining  attorneys  under  15  USC  1052  (e) 
Prompt  first  action  important  to  you 
Issue  electronic  filing  receipt  with  accurate  information 
lectronic  filing  receipt  received  within  24  hours 


44'': 


In  Trademarks,  the  key  drivers  of  overall  satisfaction  include  the  following  seven  customer  service 
standards: 

1)  Issue  Certificates  of  Registration  with  the  correct  information. 

2)  Provide  clear  written  communications  of  position  of  examining  attorneys. 

3)  Direct  you  promptly  to  the  proper  office/person. 

4)  Provide  clear  and  accurate  answers  to  questions  through  the  Trademark  Assistance  Ce 

5)  Provide  final  determination  regarding  registrability  within  13  months. 

6)  Respond  to  amendments  within  35  days. 

7)  Mail  filing  receipts  within  14  days  after  receipt  of  application. 
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Comparisons  of  1995,  1996,  1998,  1999  &  2000  Trademark 
Satisfaction  Levels  With  Trademark  Process  Categories 


1995     1996  1998     1999    2000 


Amount  of  time  needed  to  submit  required  information  75%     83%  80%     82%  91% 

Handling  of  issues  related  to  goods  and  services  by  attorney  76%  76% 

Use  of  telephone  to  deal  with  examination  issues  87%  83% 

Searches  performed  under  15  USC  1052d  64%  65% 

Refusals  made  under  15  USC  1052d  44%  44% 

Refusals  made  under  15  USC  1052e  40%  41% 

Consistency  of  examination  50%  51% 

Adequacy  of  explanation  for  office  action  65%  68% 

Sufficiency  of  evidence  supporting  OA  55%  52% 

Cost  of  Trademark  applications  42%     45%  56%     60%  51% 

Good  value  for  the  USPTO  fees  paid  for  the  application  60%     62%  52% 

Outcome  met  your  objectives  70%     75%  67%     79%  76% 

Fairness  of  decision  67%     72%  63%     74%  73% 

Efficiency  of  examination  process  54%  52% 

Ability  to  provide  accurate  answers  to  questions  66%     68%  69%     72  %  69% 

Genuinely  committed  to  providing  best  possible  service  65%  63% 

Assistance  at  a  time  convenient  to  you  61%     68%  62%     67%  68% 

Prompt  and  helpful  service  58%     63%  58%     64%  64% 

Flexibility  in  trying  to  address  your  needs  52%     54%  53%     60%  60% 

Handling  of  delays  37%     34%   19%     25%  27% 

Handling  of  mistakes  41%     39%  28%     36%  32% 

Overall  courteousness  72%     78%  66%     74%  79% 

The  way  your  problem  was  handled  34%     38%  37% 


Trademark  Electronic  Application  System  (e-TEAS) 

Survey  results  are  from  the  top  300  trademark  application  filers 2000 

Applicants  that  used  e-TEAS  in  the  past  12  months  52% 

Applicants  that  used  e-TEAS  more  than  five  times  and  reported  having  good  or  excellent  71% 
experiences  with  the  system 

Applicants  that  submitted  intent-to-use  applications  through  e-TEAS  51% 

Applicants  that  submitted  typed  mark  applications  through  e-TEAS  44% 


Overall  satisfaction  with  courteousness  increased  by  5%  from  1999.  Customers  are  increasingly 
satisfied  with  the  amount  of  time  it  takes  to  submit  required  information  at  91%  satisfied,  a  9%  in- 
crease from  1999.  Satisfaction  with  cost  and  value  decreased  somewhat  from  1999  with  9%  and 
10%  decreases  respectively.  26 
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